

Minutes of Meeting

	Meeting Title
	PPG Meeting

	Date of Meeting
	November 5th, 2025
	Time
	10.30
	Chair
	Emma Grace

	Venue/address
	The Maples Health Centre
	Minute Taker 
	Jenni Fox


	Item No.
	
	Agenda Items
	Who
	When

	1. 
	Apologies:    

	
	

	2.
3.
4.


	Staff Changes
Carol from Patient Care Services has left as she has moved to Norfolk. We have recruited Maria. Maria has experience of working in GP Practice.
PCN has obtained funding and have recruited Dr. Anne. Dr. Anne works across 4 Practices in our PCN group and has received great feedback.
Total Triage
Feedback from the new Total Triage system has been largely positive. 
Currently we are getting approx. 90-120 Medical Requests a day (not including Admin, Prescriptions, Nurses routine appointments etc)

Emma explained that the contract expects us to have triage open full surgery hours but those GPs that currently have this are booking up 2 weeks and then finding they have to have a waiting list for those patients they are unable to book in yet.

We are currently booking 2/3/5 and limited 7 days in advance for routine issues.

We received 125 Friends and Family Feedback in October. nearly 50% marked us as very good and 33% good. Feedback was mostly positive, and our patient satisfaction has gone up 40%.
Emma read out some of the feedback received:
· I filled in the online form at 8.15am 01/10/2025 and received a call at 8.30am following which a prescription was electronically sent to my pharmacy, and I picked up my antibiotics at 8.45am. Absolutely amazing!

· Since the new booking system, is much easier and time saved on the phone.

· Used the new booking system and it went smoothly and was offered an appointment soon and with the right Doctor. Dr Ann was extremely thorough, and I felt listened to.
SM fed back that our system works well, but then patients needing non-urgent blood tests are waiting weeks before they can get these done.

Emma advised we are aware of waiting times, we don’t have control unfortunately of their appointments. Suggested can contact hospital PALS.
Long chat about difficulty getting blood test appointments and contractual expectations.
Back to Total Triage- had extremely high requests at the beginning, now quite stable at 500-550 per week on average for medical queries.
This week (Mon to wed) approx. 350 so far. Has been hitting capacity at the moment so not clear of full day stats.
Emma advised Patient Care Services team are so much lighter and not getting as much abuse due to the new system. 
A few people have submitted things and turned up about a different problem, and they are being given a warnings from GP for misusing urgent appointments etc.

At the beginning there was some push back on referring to other services such as physio, but we are not experiencing a lot of that now.

BW advised both he and his wife had used triage system and they both loved it.
V.ES advised she went on for injection request – not via medical route and was pleased to get a reply in 5 mins.

We state triage response in 2 days but currently, we are dealing with them very quickly. Do have concerns over Winter Pressure but Nurse appointments can be booked a couple of days in advance i.e. if cough not going away etc.
Emma advised since new system has seen fewer complaints. Only 2 in 6 weeks. Far more when we had no appointments and long waits in phone queue.
AOB

SM asked if blood test bookings would be resolved by April. Emma advised cannot say as out of our control, depends on funding etc.
Emma did explain that problem has been hotlined to the contracts teams.

Emma advised despite moving to Total Triage we did not lose patients unlike some other surgeries when they changed systems.
	
	

	5.


	Date of Next Meeting: TBC

	
	




